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6HODLQservicescape, service encounter NXDOLWDVOD\DQDQMXJD
SHQWLQJEDJLVHEXDKUHVWRUDQ$SDELODNXDOLWDVOD\DQDQVHSHUWLSHJDZDL
UDPDKWHUKDGDSSHODQJJDQSHJDZDLFHSDWWDQJJDSPHOD\DQLSHODQJJDQ




















Restaurant Servicescape, Service Encounter, and Perceived Congruency on 
Customers' Emotions and Satisfaction, Journal of Hospitality Marketing & 
Management+DVLOGDULSHQHOLWLDQQ\DDGDODKservicescape, core product
PDNDQDQservice encounterLQWHUDNVLSHODQJJDQSHOD\DQEHUKXEXQJDQ





















%LWQHUVHEDJDL³the environment in which the service is assembled 
and in which seller and consumer interact, combined with tangible 
commodities that facilitate performance or communication on the service”, 
































































































































HASIL DAN PEMBAHASAN 
Tabel 1 







0.921* 0.861* 0.808* 0.951* 0.732* 0.935* 

0.789* 0.911* 0.828* 0.94* 0.609* 0.928* 
 0.886* 0.88*  0.95* 0.926* 0.964* 
 0.854* 0.912*  0.872* 0.846* 0.917* 
 0.876* 0.903*  0.911* 0.831* 0.887* 
 0.715* 0.956*  0.937* 0.695*  
 0.925* 0.901*     
 0.918* 0.938*     
 0.943* 0.945*     
 0.948* 0.925*     
 0.91*      
 0.941*      
 0.914*      










Hasil Pengujian Regresi Linier Berganda 
+LSRWHVLV 9DULDEHO,QGHSHQGHQ
9DULDEHO
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+DVLOSHQJXMLDQKLSRWHVLVPHQXQMXNNDQEDKZD+GDSDW


















 Servicescape, Service Encounter, Pleasure, Arousal EHUSHQJDUXK
WHUKDGDSSatisfaction




























 (IHN LQWHUDNWLI DQWDUD Perceived Congruency GDQ Pleasure 
EHUSHQJDUXKWHUKDGDS Satisfaction
+DVLOSHQJXMLDQKLSRWHVLVPHQXQMXNNDQEDKZD+WLGDNGDSDW
GLWHULPDQLODLVLJQLILNDQVL Perceived Congruency GHQJDQ
NRHILVLHQUHJUHVLPleasure GHQJDQNRHILVLHQUHJUHVL
Perceived Congruency x Pleasure GHQJDQNRHILVLHQ
UHJUHVL\DQJEHUDUWLWHUGDSDWSHQJDUXKQHJDWLIDQWDUD(IHN
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 (IHN LQWHUDNWLI DQWDUD Perceived Congruency GDQ Arousal 
EHUSHQJDUXKWHUKDGDS Satisfaction
+DVLOSHQJXMLDQKLSRWHVLVPHQXQMXNNDQEDKZD+WLGDNGDSDW
GLWHULPDQLODLVLJQLILNDQVL Perceived Congruency GHQJDQ
NRHILVLHQUHJUHVLArousal GHQJDQNRHILVLHQUHJUHVL
Perceived Congruency x Arousal GHQJDQNRHILVLHQ
UHJUHVL\DQJEHUDUWLWHUGDSDWSHQJDUXKQHJDWLIDQWDUD(IHN




















 7HUGDSDWSHQJDUXKSRVLWLIVLJQLILNDQDQWDUDServicescape GDQService 
Encounter WHUKDGDS Pleasure GL 5HVWRUDQ 'UHDP RI .DK\DQJDQ
6XUDED\D
 7HUGDSDWSHQJDUXKSRVLWLIVLJQLILNDQDQWDUDServicescape GDQService 
Encounter WHUKDGDS Arousal GL 5HVWRUDQ 'UHDP RI .DK\DQJDQ
6XUDED\D
 7HUGDSDW SHQJDUXK SRVLWLI VLJQLILNDQ DQWDUD Perceived Congruency 
WHUKDGDSPleasure GL5HVWRUDQ'UHDPRI.DK\DQJDQ6XUDED\D
 7HUGDSDW SHQJDUXK SRVLWLI VLJQLILNDQ DQWDUD Perceived Congruency 
WHUKDGDSArousal GL5HVWRUDQ'UHDPRI.DK\DQJDQ6XUDED\D




Congruency GDQPleasure WHUKDGDSSatisfaction GL5HVWRUDQ'UHDP
RI.DK\DQJDQ6XUDED\D
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 7HUGDSDWSHQJDUXKQHJDWLIVLJQLILNDQHIHNLQWHUDNWLIDQWDUDPerceived 
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D 3HQHOLWLDQ LQL PHQJJXQDNDQ SHUQ\DWDDQ Perceived Congruency 
\DQJ NXUDQJVSHVLI LN 6HKLQJJD GLKDUDSNDQ SHQHOLWL VHODQMXWQ\D
GDSDW PHODNXNDQ SHQHOLWLDQ GHQJDQ PHQDPEDKNDQ SHUQ\DWDDQ
Perceived Congruency \DQJ OHELK VSHVLILN ODJL VHSHUWLMHQ LV
PXVLN\DQJVHVXDLGHQJDQNDUDNWHULVWLNUHVWRUDQ
E 3HQHOLWLDQLQLWLGDNPHQJJXQDNDQUHVSRQGHQGHQJDQNDUDNWHULVWLN
WHUWHQWX VHSHUWL MHQLV NHODPLQ XVLD GDQ VHEDJDLQ\D 6HKLQJJD
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